
Here’s how you can 
effectively guide your 
challenging conversations.

Execution Excellence
Partner for results. 
How will you know you succeeded? 

Why is the outcome relevant to them? To you?

Decisive Action
Establish alignment.
Is there agreement and shared ownership?

Are you both committed to taking action?

Unlock Commitment
Embrace both stories with compassion. 
Why is this important to them? To you?

What expectations and feelings 

need to be understood? 

Impactful Ideas
Start with a blank page. 
What needs to happen to move forward?

Can you co-create a win-win?

Goal Clarity
Move from certainty to curiosity.  
What do you hope to accomplish?

Why does it matter?

Be Real

Invite conversation, don’t impose it

Take a break if you need it

Know when to let it go

Avoid the hit and run

Ask for help

Don’t sacrifice the long term for the 
short term

Leave noble truth at the door

Care most about a win-win outcome 
and less about being right

Assume good intent
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Are you really ready 
for the conversation?

Assumptions
What assumptions are you making about the 
other person’s intentions? You may feel a lot 
of different things (e.g., intimidated, belittled, 
ignored, disrespected, or marginalized, etc.) 
but find a way to be open to what the other 
person’s actual intentions are—in other words, 
the impact while quite real for you does not 
necessarily equal intent.

Buttons
What “buttons” of yours are being pushed? 
Take a look at your “back story” and consider 
if past experiences are influencing how you are 
interpreting the current situation. Are the facts 
really the same or do they just feel the same?

Contributions
How have you contributed to the problem? 
This is an accountability check. Could you have 
done, said, communicated more clearly? Were 
your actual expectations known to the oth-
er person? Understanding your contribution 
along-side the other person’s contribution can 
offer you some valuable perspective and may 
even begin to diffuse the emotion and acceler-
ate a path to resolution.

Intent vs. Impact
How do you actually want the other party to 
feel at the end of the conversation? Focusing 
on the desired intent you want to have will help 
you stay focused and recognize if you are hav-
ing the impact you envisioned.

Ideal Outcome 
What would be an ideal outcome? Be honest 
with yourself and acknowledge hidden 
purposes. Does the language you want to use 
support an honorable and respectful outcome? 
If you notice that your words are excessively 
critical, condescending or judgmental, consider 
examining your position a little more to ensure 
you enter the conversation with a supportive 
purpose before you start the conversation.

Emotions
Are you more emotional than the situation war-
rants? In other words, are there other influences 
present that are causing you to react more 
strongly than you would otherwise (e.g. hunger, 
exhaustion, stress, etc.)?

Attitude
How is your attitude toward the conversation 
influencing your perception of it? If you think 
this is going to be horribly difficult, it probably 
will be. If you truly believe that whatever hap-
pens, some good will come of it, that will likely 
be the case. Try to adjust your attitude for maxi-
mum effectiveness.

Re-frame
Is the other person an opponent or a partner? If 
you re-frame them as a partner, you can begin 
to open up and assume a learning stance.


